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ABSTRAK 
Ini ialah suatu kajian asas untuk mengenalpasti kesan faktor umur, tempoh 
masa bekerja, jenis tugas dan penempatan ke atas kepuasan kerja pegawai kawalan 
trafik udara. Umur, tempoh masa bekerja, jenis tugas dan penempatan merupakan 
pembolehubah bebas dan kepuasan kerja merupakan pembolehubah bersandar. Jenis 
tugas merujuk kepada tugas ‘aerodrome control’, ‘approach control’ dan ‘area 
control’. Penempatan merujuk kepada Kuala Lumpur International Airport (KLIA) 
serta Subang dan kajian dibuat terhadap kemungkinan kesan perbezaan beban tugas 
terhadap kepuasan kerja secara keseluruhan di kedua-dua tempat ini. 
Kajian ini hanya merangkumi jumlah pegawai kawalan trafik udara operasi di 
Menara Kawalan KLIA dan Pusat Kawalan Trafik Udara Subang. Ini bermakna 
pegawai kawalan trafik udara pengurusan diabaikan. Pegawai kawalan trafik udara 
yang sedang menjalani latihan atau digantung tugas operasi atas pelbagai sebab 
tertentu operasi juga diabaikan. Soal selidik Spector ‘Job Satisfaction Survey (JSS)’ 
digunakan untuk kajian ini. 
Statistik deskriptif yang berkenaan telah dikira dan ‘Cronbach’s alpha’ telah 
digunakan untuk menguji kebolehpercayaan ketekalan dalaman. Analisis Varians 
Sehala dan Ujian t-sampel bebas telah digunakan untuk menguji hipotesis. Penemuan 
menunjukan bahawa tahap kepuasan kerja keseluruhan meningkat bersama dengan 
umur dan tempoh masa bekerja. Pegawai kawalan trafik udara yang paling berpuas 
secara keseluruhan ialah mereka yang bertugas dalarnl bidang ‘aerodrome control’ 
diikuti oleh mereka yang bertugas dalam bidang ‘approach control’. Mereka yang 
bertugas dalam bidang ‘area control’ paling kurang blerpuas. Pegawai kawalan trafik 
iv 
udara KLIA yang kurang mengalami beban dalam tugas lebih berpuas secara 
keseluruhan berbanding dengan pegawai kawalan trafik udara Subang yang 
mengalami lebih banyak beban dalam tugas. 
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ABSTRACT 
This is a basic research to examine if age, tenure, job function and location 
affect the job satisfaction of air traffic controllers. A,ge, tenure, job function and 
location are the independent variables and job satisfaction is the dependent variable. 
The three job function refers to aerodrome control, approach control and area control. 
Location refers to Kuala Lumpur International Airport (KLIA) and Subang and 
examines if the inherent workload difference in these two places might affect job 
satisfaction. 
The subject of this study includes only the pclpulation of operational air traffic 
controllers in KLIA Control Tower and Subang Air Traffic Control Centre which 
means air traffic controllers who are in management functions have to be excluded. 
Air traffic controllers away on extended training and suspended duty due to various 
operational reasons are also excluded. Spector’s Job Satisfaction Survey (JSS) 
questionnaire was used to conduct the survey. 
Appropriate descriptive statistics were computed and Cronbach’s alpha was 
used to test for internal consistency. One-way-Anova and Independent Sampel T-Test 
was used to test the hypothesis. The findings of the study indicated that overall job 
satisfaction improved with age and tenure. Air traffic controllers performing 
aerodrome control job function were most satisfied followed by those performing 
approach control duties. Air traffic controllers performing area control job function 
were least satisfied. For overall job satisfaction, air tr’affic controllers from KLIA who 
Vi 
experience lower workload are more satisfied than air traffic controllers from 
Subang who experience higher workload. 
ACKNOWLEDGEMENT 
To persevere and complete any post-graduate program I presume would 
require an immense reservoir of mental, emotional energy to weather the demanding 
circumstances peculiar to one own life circumstances. Crucial during these times are 
the support and encouragement from people around 1.1s. I was fortunate enough to 
have good people who persevered with me, guided and facilitated me in this endeavor 
of mine. They are my family, friends, course-mates and most crucial in this instance 
my Supervisor and the members of the research committee, Faculty of Business 
Management, Univeriti Utara Malaysia. 
My deepest appreciation and reverence goes to all who impart knowledge. To 
the Dean of the Faculty of Business Administration, Associate Professor Dr. Abdul 
Jumaat Hj Mahajar, thank you for the firm but compassionate moments you spent 
with our group of 2004. Your reassurances kept me going. To Associate Professor Dr. 
Hassan Ali, thank you for redirecting my path onto the right track during the research 
proposal. To Associate Professor Dr. Hj. Abu Bakar Hj. Hamed and Dr. Hj. Abdullah 
Haji Abdul Ghani, thank you for your extraordinary willingness and patience to make 
sure we understood our tasks and your expectations. 'To En. Mohd Hanizan Zalazilah, 
thank you for the knowledge you afforded us during the coursework and the 
constructive feedback during the presentation. 
vii 
To my supervisor, Puan Hanissah A. Razak, thank you for willingness to 
supervise my research despite difficulties imposed by the physical distance that makes 
personal interaction difficult. Your support and guid(ance has been extremely helpful, 
appreciated and has put me at great ease. 
A special thanks to the Director General of DCA, the Director of Air Traffic 
Services and especially En. Ahmad Nizar who made possible for me to attend the 
whole program. My appreciation also goes to Mr. Ooi Seong Kang of INTAN for his 
tireless effort, counsel and advice throughout the program. 
To my wife, thank you for tirelessly taking on so many of the family 
responsibilities to afford me the time I needed. To my three wonderful children who 
understood my commitment never complained about my absence in their daily life, 
you are always a source of inspiration. 
ix 
Table 4.1 : Frequency and Percentages for Gender ............................................................... 64 
Table 4.2 : Frequency and Percentages for Grade ................................................................. 64 
Table 4.3 : Frequency and Percentages Statistics for Chronological Age ............................ 65 
Table 4.4 : Frequency and Percentages Statistics for Job Tenure ......................................... 66 
Table 4.5 : Respondent Distribution According to Job Function ......................................... 67 
Table 4.6 : Frequency and Percentages - Location ............................................................... 67 
Table 4.7 : Facet Level and Overall Job Satisfaction Score ................................................. 68 
Table 4.8 : ANOVA - Age .................................................................................................... 70 
Table 4.9 : Multiple Comparisons ........................................................................................ 70 
Table 4.10 : ANOVA - Job Tenure ........................................................................................ 71 
Table 4.11 : Multiple Comparisons - Job Tenure ................................................................. 72 
Table 4.12 : ANOVA - Job Function .................................................................................... 74 
Table 4.13 : Multiple Comparisons - Job Function .............................................................. 74 
Table 4.14 : ANOVA- Facets Associated with Job Chairacteristics ..................................... 75 
Table 4.15 : Tukey HSD . Contingent Rewards ................................................................... 76 
Table 4.16 : Independent Samples Test - Workload Based on Location .............................. 77 
CHAPTER 1 . INTRODUCTION 
1.1 The Interest in Job Satisfaction ..................................................................................... 1 
1.2 Significance of Study .................................................................................................... 2 
1.3 Problem Statement ....................................................................................................... 7 
1.4 Research Objectives ..................................................................................................... 8 
1.5 Research Questions ...................................................................................................... 9 
... 
Vlll  
TABLE OF CONTENTS 
.. 
Permission to Use ..................................................................................................................... 11 
Abstrak ..................................................................................................................................... 111 
Abstract ..................................................................................................................................... v 
Acknowledgement ................................................................................................................... vi 
... 
LIST OF FIGURE 
Figure 2.1 : Equity Comparison as an Intervening Variable in the Rewards. Satisfaction 
and Performance Relationship .................................................................................... 23 
Figure 2.2 : Hackman. J.R., & Oldham. G.R. (1976) . Job Characteristics Model ................ 32 
Figure 3.1 : 'Theoretical Framework ..................................................................................... 48 
LIST OF TABLES 
Table 2.1 : Dissatisfiers or Hygiene Factors and Satisfiers or Motivator Factors ................ 21 
Table 2.2 : Ratio and Percentage of Hygiene Factors or Motivator Factors ......................... 22 
Table 2.3 : Summary of Job Characteristics Difference ....................................................... 41 
Table 3.1 : Subscale Items .................................................................................................... 55 
Table 3.2 : Negatively and Positively Worded Items ........................................................... 55 
Table 3.3 : Reverse Scoring .................................................................................................. 56 
Table 3.4 : 
Table 3.5 : 
Internal Consistency Reliability (Spector, 1'987) ............................................... 57 
Total Norms - Job Satisfaction Survey (Spector, 1977) .................................... 58 
Table 3.6 : Coefficient Alpha ................................................................................................ 60 
Table 3.7 : Statistical Tools Employed for Inferential Statistics .......................................... 62 
X 
1.6 Assumptions ................................................................................................................. 10 
1.7 Delimitations - Study Population ................................................................................ 10 
1.8 Limitations .................................................................................................................. 11 
1.9 Definitions ................................................................................................................... 11 
1.10 Organization of Study ................................................................................................. 14 
CHAPTER 2 . LITERATURE REVIEW 
2.1 
2.2 
2.3 
2.4 
2.4.1 
2.4.2 
2.5 
Introduction ................................................................................................................. 15 
Job Satisfaction ........................................................................................................... 15 
Importance of Job Satisfaction .................................................................................... 17 
Theories of Job Satisfaction ........................................................................................ 18 
Theories of Content ..................................................................................................... 18 
a . Marslow's Hierarchy of Needs Theory ................................................................... 18 
b . Alderfer's ERG Theory ........................................................................................... 19 
c . Herzberg's Two Factor Theory ................................................................................ 20 
Theories of Process ..................................................................................................... 22 
a . Adam's Equity Theory ............................................................................................. 22 
b . Vroom's Expectancy Theory .................................................................................... 24 
Job Satisfaction Measures ............................................................................................ 25 
2.5.1 
2.5.2 
2.6 
2.6.1 
Single Item and Multiple Item (Scale) Measures ........................................................ 25 
General Measures - Global Scales and Composite Measurers ................................... 26 
Demographic Difference and Job Satisfaction ............................................................. 27 
Age and Job Tenure .................................................................................................... 27 
x1 
2.6.2 Job Function ................................................................................................................. 30 
a . Skill Variety ............................................................................................................ 32 
b . Task Identity ........................................................................................................... 33 
c . Task Significance ................................................................................................... 33 
d . Autonomy .............................................................................................................. 33 
e . Feedback ................................................................................................................ 33 
Air Traffic Control Job Functions and Their Characteristics ..................................... 34 
a . Aerodrome Control ................................................................................................ 35 
b . Approach Control ................................................................................................... 36 
c . Area Control ........................................................................................................... 38 
2.6.4 Workload Differences Because of Location ............................................................... 42 
2.6.5 Airspace Activity and Workload ................................................................................ 43 
2.7 Conclusion .................................................................................................................. 44 
2.6.3 
CHAPTER 3 . RESEARCH DESIGN & METHODOLOGY 
3.1 
3.2 
3.3. 
3.4 
3.5 
3.6 
3.7 
3.8 
Introduction ................................................................................................................. 45 
Type and Nature of Study ........................................................................................... 45 
Place of Study ............................................................................................................. 46 
Defining the Population .............................................................................................. 46 
Theoretical Framework ................................................................................................ 47 
Hypothesis .................................................................................................................... 49 
Instrumentation ........................................................................................................... 51 
Internal Consistency Reliability .................................................................................. 56 
xii 
3.9 
3.10 
3.11 
3.12 
3.13 
3.14 
Validity ....................................................................................................................... 57 
Norms .......................................................................................................................... 58 
Pretest .......................................................................................................................... 58 
Reliability of The Job Satisfaction Survey ................................................................. 59 
Data Collection ........................................................................................................... 60 
a . Distribution 
b . Collection .. 
............................................................................................................ 60 
............................................................................................................ 61 
Data Analysis .............................................................................................................. 61 
a . Descriptive Statistics .............................................................................................. 61 
b . Inferential Statistics ............................................................................................... 62 
CHAPTER 4 . DATA ANALYSIS AND DISCUSSION- OF FINDINGS 
4.1 Introduction ................................................................................................................. 63 
4.2 
4.3 Personal Characteristics .............................................................................................. 64 
4.3.1 Non - Variables ........................................................................................................... 64 
a . Gender ..................................................................................................................... 64 
b . Grade ....................................................................................................................... 64 
Description of the Respondents .................................................................................. 63 
4.3.2 Independent Variables .................................................................................................. 65 
a . Age ......................................................................................................................... 65 
b . Job Tenure .............................................................................................................. 65 
c . Job Function ........................................................................................................... 66 
d . Location ................................................................................................................. 67 
... 
X l l l  
4.3.3 
4.4 Inferential Statistics ..................................................................................................... 69 
Hypothesis Testing ....................................................................................................... 69 
4.5 Summary of Findings .................................................................................................. 77 
4.6 Conclusion .................................................................................................................. 80 
Dependant Variable . Job Satisfaction ......................................................................... 67 
CHAPTER 5 . SUMMARIES. CONCLUSIONS AND RECOMMENDATIONS 
5.1 Introduction ................................................................................................................. 81 
5.2 Age and Job Satisfaction ............................................................................................. 81 
5.3 Tenure. and Job Satisfaction ........................................................................................ 83 
5.4 Job Function and Job Satisfaction ............................................................................... 84 
5.5 Workload and Job Satisfaction ................................................................................... 85 
5.6 Conclusion .................................................................................................................. 87 
5.7 Recommendations ....................................................................................................... 87 
5.8 Recommendations for Future Study ........................................................................... 89 
References ................................................................................................................................ 90 
Appendices 
Appendix A: Letter from INTAN to DCA seeking approval to conduct research ................. 96 
Appendix B: Letter from DCA granting approval to conduct research .................................. 98 
Appendix C: Questionaire Cover Letter ............................................................................... 100 
Appendix D: Modified JSS Questionaire ............................................................................. 102 
XiV 
Appendix E: Airspace Division . Kuala Lumpur Terminal Control Area and Airports 
Within ................................................................................................................................ 110 
Appendix F: Airspace Division - Plan View of Kuala Llumpur Flight Information Region 
(Extracted from MATS Part IT and Modified) ................................................................ 112 
Appendix G: ANOVA / Descriptives - Age ......................................................................... 114 
Appendix H: ANOVA / Descriptives - Tenure .................................................................... 116 
Appendix I: ANOVA / Descriptives - Job Function ........................................................... 118 
Appendix J: Group Statistics / Independent Samples Test - Workload ............................... 120 
CHAPTER 1 
INTRODUCTION 
1.1 The Interest in Job Satisfaction 
Job satisfaction has been a widely researched topic since the beginning of the 
twentieth century. Many different researchers have variously defined the factors used to 
determine job satisfaction. Larke (1998) found most studies tend to look at psychological 
and environmental attributes of job satisfaction. Past studies also attempted to show 
common attributes of satisfaction and dissatisfaction within various industries. Many 
articles credit Hoppock’s (1935) job satisfaction as the pioneering work (Green, 2000) 
and according to Spector (1996) as reported by Brief and Wise(2002), studies on job 
satisfaction had yielded more than 10,000 literatures as of then. Wide spectrums of jobs 
have participated in job satisfaction survey. The Civil Aeromedical Institute belonging to 
Federal Aviation Administration (FAA) of the United States of America conducts studies 
relating to job satisfaction of air traffic controllers (Witt and AlanJ994; Thompson, 
Richard and Lawrence, 2000; Broach and Dollar, 2002; Hackworth, King, Janine, 
Detwiler & Cristy, 2003). It actively carries out surveys to ascertain the perception of 
employees towards their jobs. 
Spector (1997) has cited two reasons on why there should be concern for job 
satisfaction. The first is cited based on the need to be humanitarian and thus people 
deserve respect and fair treatment. The view is that, to a certain extent job satisfaction is 
The contents of 
the thesis is for 
internal user 
only 
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